Drawing from ethnographic fieldwork on a wage subsidy project for NEETs in London, this article examines how talk and documents are used to make sense of caseloads and clients. The article draws attention to the way that staff account for clients through using "Intervention Tales." The use of these tales provide insights into the routine implementation of labor market interventions. The article describes the work involved in documenting staff-client interactions and selecting which clients to put forward for "live vacancies." The article shows how organizational documents, spreadsheets, and client registration forms are used as resources for assessing "hard to engage" clients during routine activities. In this sense, intervention tales, talk, and documents provide practical resources for organizing ordinary activities, such as segmenting client caseloads and characterizing individual clients.
. These methods are, in Harold Garfinkel's (1967) terms, a "members' resource." The article thereby provides a detailed description of cases whereby the work of delivering labor market interventions and employment related services with NEETs and unemployed youth is done (Miller 1991; Eick 2007; Brodkin and Marston 2013) .
As documents are ubiquitous features of bureaucratic organizations, it should be no surprise that in delivering a publicly commissioned employment service, staff are required to document their work during each stage of implementing an employment intervention (Del Rosso and Esala 2015) .
In one sense, these documents give an overarching, reportable coherence to organizational action, offering up official accounts about what staff did to deliver this employment initiative. However, the coherence of these documents is contingent upon the use of professional, routine methods to make sense of them (Watson 2009 ). The article contributes to research on ethnomethodological studies of work by describing how labor market interventions are administered through the use of routine, situated methods. This speaks to recent research on the ways that documents and administrative "forms" are used to facilitate "becoming unemployed" (Griffin 2015) . Rather than taking a historicist, hermeneutic approach to "decode" an administrative form, the article looks at how documents are used as organizational resources within workplace-specific settings.
In focusing on how work is accomplished through the use of administrative forms, the article also demonstrates how staff use standard documents as a resource in interpreting their client caseload, and how this resource is dependent upon sense-making procedures used during the accomplishment of specific, organizational tasks (Zimmerman 1970; Harper 1998; Drew 2006; Hartswood et al. 2011) . By taking an interest in the methods at play in labor market interventions, the case study explicates how staff used documents as a resource to coordinate how they should implement a wage subsidy project through making sense of the client caseload. This work involves formulating stories about clients. The article thereby contributes to an understanding of the practical features of implementing labor market policies, employment interventions, and employment-related services with unemployed, urban youth (Gatta 2014; Boehringer and Karl 2015; Mazouz 2015) .
The next section outlines the setting of the case study, followed by an overview of how staff reported that some clients were "hard to engage" on an item of grey literature, a planning spreadsheet called the RAG Report. The third section introduces one specific aspect of the wage subsidy team's work, namely, how staff selected clients to put forward for subsidized vacancies. The fourth section goes into more detail about how this work is accomplished through describing how documents provided a resource to organize the work of selecting clients to put forward for "live vacancies." The article does this by showing how staff made up for the insufficient details on forms by producing "intervention tales" that recount prior interactions with clients.
Intervention Tales: Talk, Documents, and "Engagement" on a Wage Subsidy Project The article draws from a small number of cases so as to offer a detailed description of how staff members formulate the identity of clients in terms that are relevant to their ongoing project work.
Researching a Wage Subsidy Project
These cases are principally drawn from two team meetings with staff members working on a wage subsidy project for NEETs. The article also draws upon participant observation, field notes, and organizational documents, to contextualize the extracts from audio-recordings of two meetings in staff members' routine work practices. The article offers a thorough analysis of a small number of examples-in all, eight clients are discussed in the following transcript extracts-so as to contribute to a literature on social problems work and ethnomethodological studies of work in social service agencies (Zimmerman 1970; Miller 1991; Holstein and Miller 1993) . The initial focus of the fieldwork was to understand the ways that staff organized the routine aspects of their work. It came to focus on the way that staff used documentary, record-keeping practices to code the cohort and to select which clients to put forward for vacancies. Staff used a set of standard agency-wide forms to collect relevant details about clients and circulate them to other project teams. Rather than assume that these sources transparently indicated which clients would be appropriate for roles, the work of implementing the project involved making sense of clients and then reporting them on shared documents and during discussions with colleagues. Before the article goes on to describe how staff attempted to find suitable candidates for vacancies, it is necessary to explain the methods used to visualize the client cohort and code some of them as "hard to engage" on a shared administrative document, the RAG Report.
Documenting "Hard to Engage" Clients
One of the project documents used to depict the client caseload was a spreadsheet that staff referred to as the "RAG Report," the acronym standing for Red-Amber-Green. It provided a loosely defined coding procedure that segmented the cohort into categories that were of practical concern for imple- One way that the Report was used by staff to undertake actions on the project was through entering the comment, "hard to engage," on the Report. This was used to describe clients that staff found difficult to enroll in project activities. In one sense, staff used this coding procedure to mark clients who did not exhibit adequate reciprocity during interactions with the project team. In another sense, this designation also signaled that staff had worked hard to get this client to participate, but their efforts were not reciprocated.
The comment, "hard to engage," was used in relation to twenty eight "Red" clients on the Report. Of these, fourteen "Red" entries detail that the client is "hard to engage." Four of the fourteen entries took the form of: "Hard to engage-not attending appointments." Three of these comments were verbatim, a forth to similar effect: "Not turning up for appointments, hard to engage." Other entries signaled that a client's status had been or would be effectively cooled, or that they had, or should be, enrolled onto another program. The following illustrative examples are taken from the RAG Report (see: Figure 1 ).
Comments about "hard to engage" clients were not exclusively applied to clients coded "Red." Over forty other clients had comments to the effect that they were either not participating, not engaging, failed to attend appointments, staff had no phone number on record, staff's phone calls and messages had not been returned, or staff were unable to get in contact. Only in a small number of entries were dates included in the comments section and only in reference to referrals made to other agencies. As a way to segment the caseload, this code did not prevent staff attempting to work with these clients, although, as the article will go on to discuss, staff frequently complained about clients' lack of commitment, being hard to engage, and not reciprocating staff members' efforts to be action-planned or to go for "live vacancies." The following sections will return to the way that variants of the code, "hard to engage," were cited while discussing clients. The next section describes how, as part of implementing the project, staff coordinated among themselves to select which clients to put forward for subsidized vacancies.
Putting Clients in the Mix
As staff met with, spoke to, emailed, texted, and 
The Use of Intervention Tales and Client Forms
In order to present further details about the use of intervention tales, the article draws from audio-recordings of a meeting between two members of staff and myself. The meeting was called so as to identify which of the current list of registered clients would be suitable to put forward for the "live vacancies."
One staff member mentioned that they were also trying to become more familiar with the client co- These glosses included: "is working," "has a job," "got a job," "unavailable," "disengaged," "off the radar," "is out," "is going to college," "part of Troubled Families," "very hard to engage," "does not engage," "he's done," "not eligible," and so on. Whilst all of these terms indicate a different set of circumstances, each descriptor orientates the conversation towards an interpretative justification as to why, for the task at hand, the client cannot be considered as a potential candidate.
In the following two extracts, this also involved producing intervention tales that are sequentially organized descriptions of previous encounters between staff and the client under discussion. These tales invoke prior encounters to display how clients have conducted themselves during interactions with staff. These tales display how staff had instructed clients, how these instructions had been "got him a job," "he's got a job."
Marnie presents a different subject for discussion.
In her case, we can see another feature of how inter-77 vention tales are used by staff to detail the reasons for and against putting clients forward for roles.
As "she has already had interviews there," the staff member provides a reason for not granting candidate status to Marnie. The justification that "I just feel like it would be a waste of her time" seems to indicate the assumption that this employer will not come to a different decision this time around. This last extract shows how staff work to identify who Rosanna is, leading to affective expressions of annoyance and a moral injunction for this client to display "willingness." Extract 3. S1-2: staff members
The staff initially work together to clarify Rosanna's identity. This is collaboratively accomplished by asking to see the action plan form, venturing a guess that is disconfirmed, and then again referring to the action plan form. "Yes it was," marks alignment in who they are talking about. One of the staff suggests that the client is going to college, which is contest- The use of these tales constitute routine aspects of the work of implementing the wage subsidy project.
In the present cases, the tales are principally used to show how a client has been seen to respond to staff requests, requirements, and advice. The tales evidence how staff members have sought to initiate interventions with specific clients by, for example, offering interviews, or inviting clients to attend Action Plan sessions. Clients are accountable when they are seen not to reciprocate these intervention efforts. This lack of reciprocity and "engagement" is located within intervention tales to evidence "some issue" with a client. These tales thereby offer a resource for staff with which to display issues about clients. The issues may be a "lack of reciprocity," they may involve a client "wanting something outside" of the project, or that a client has already had a previous interview, which means offering a new one would be a "waste of her time." As such, intervention tales are a practical resource for staff members to describe a client, to show the rational basis for staff members' stances, to add to staff members' shared knowledge of the client caseload, and as evidence for deciding whether to select or not select clients to "put them in the mix" and put them forward for interviews.
Concluding Remarks
The article has addressed the topic of how labor market interventions, such as a wage subsidy project, are implemented through ordinary activities. 
